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Why Amazon
The company I chose for this personal speech is Amazon. The questions I collected are about Amazon's employee management and employee & customer complaints service.
[bookmark: OLE_LINK385]Amazon is the largest online business company in the United States, located in Seattle, Washington, and its subsidiaries include many subsidiaries (Americas Market Intelligence, 2018). For example, audio-visual supplies, books, crafts and so on. What started as an online business selling books is now expanding into a wide range of other goods (Amazon, 1997).
[bookmark: OLE_LINK386]The main reason for choosing Amazon is that, as the largest trading platform company in the world, its problems in employee management are not unique. Many large enterprises will encounter similar problems in the process of rapid development and expansion. By studying the weakness in employee management of Amazon, I can gain some general experience and lessons in employee management. This has important guiding significance for my future management work.

[bookmark: OLE_LINK388]Amazon's management challenges
Amazon recently suffered the largest strike by its employees in its 29-year history. AECJ said the strike was aimed at demonstrating a "lack of trust in the decisions of the company's leadership". Indeed, since last fall, Amazon has cut 27,000 jobs in cloud computing, advertising, retail and other areas, a series of layoffs that have intensified distrust among employees and led to a serious crisis of trust at the company.
[bookmark: OLE_LINK387]Management is a very complicated work, different levels, departments, industries, its management content and focus are different. However, the essence and function of management are the same in all types of management, which is the basic for implementing scientific management. Against this backdrop, Amazon's management is clearly facing challenges on multiple fronts. Against this backdrop, Amazon's management is clearly facing challenges on multiple fronts. This content will be divided into two parts.
[bookmark: OLE_LINK390]Firstly, Amazon's employee management model, characterized by transparent process management, has recently faced severe challenges globally, including widespread distrust and planned strikes due to large-scale layoffs and a controversial return-to-office policy, as well as a series of management problems caused by excessive regulation. Amazon's leaders clearly need to show determination and courage at this time to rebuild employee trust and lead the company out of the mire.
[bookmark: OLE_LINK389]Secondly, although Amazon has excellent control in the supply chain and logistics, there are still shortcomings in other areas. Although Amazon achieved $514 billion in revenue in 2022, making it the largest online e-commerce company in the United States, its performance at the customer level has not been satisfactory. For the pioneering company, which started doing e-commerce on the Internet as early as 1997 (Amazon, 1997), this is an issue that requires deep reflection.

1. [bookmark: OLE_LINK391]Challenges and dilemmas of Amazon's employee management model
[bookmark: OLE_LINK392]The first part is about the challenges and dilemmas of Amazon's employee management model. As the world's leading trading platform, Amazon mainly adopts transparent process management in employee management. This approach aims to ensure transparency throughout the management process, not only in terms of customer service, but also in terms of supply chain challenges. However, Amazon has recently encountered a series of employee management problems around the world.
[bookmark: OLE_LINK381]As the company announced its biggest layoffs in 29 years and decided to return to its pre-pandemic model in May 2023, which requiring most employees to come to the office at least three times a week, Amazon's employee relations began to face a severe test. Despite 30,000 employees signing a statement opposing the plan, Amazon is sticking with it. Since last fall, Amazon has cut 27,000 jobs in areas such as cloud computing, advertising, and retail Bool, 2022). The decisions have led to a growing distrust of the company's management, with nearly 2,000 workers planning to go on strike to protest the layoffs and the decision to return to work.
[bookmark: OLE_LINK393][bookmark: OLE_LINK394]According to Amazon's latest guidance, global managers are required to first have a private conversation when faced with employees who do not comply with three times a week to the office (Amazon, 1997), and the problems of Amazon conversation will be recorded in relevant email records. Such a high-intensity pressure method will easily lead to problems related to Amazon employee management. 
[bookmark: OLE_LINK395]Besides, Amazon's internal management structure is divided into several departments, such as purchasing department, sales process department, inventory management department, and so on. The company assigned different managers to each department and established a complete and observant set of staff supervision system. However, this over-regulation can cause employees to lose confidence in the company, which in turn creates a series of problems:
1. [bookmark: OLE_LINK397][bookmark: OLE_LINK396]Loss of employee confidence: The company's over-supervision of employees is easy to make employees lose confidence in the company, by thinking that the company does not trust their work ability and professionalism, and may refuse to work for the company.
2. Decline in management efficiency: Because the company also lacks some trust in the management personnel, it may lead to the management's decision-making and execution are constrained, and then affect the overall work efficiency.
3. Loss of meaning at work: When employees feel that the company does not trust them, they may lose enthusiasm for their work and even feel that their work has become meaningless.

The management level plays an important role in the company, the company personnel cannot be separated from the operation of the management and the way of the management. 

2. Shortcomings of Amazon when facing the complaints from employees and customers
[bookmark: OLE_LINK382][bookmark: OLE_LINK401]The second part is about employee and customer complaints service. 
[bookmark: OLE_LINK384][bookmark: OLE_LINK399][bookmark: OLE_LINK402]In terms of employee complaint service, due to Amazon's excessive monitoring of the management, Amazon employees lose their confidence in their work. Meanwhile, Amazon employees do not do a good job in handling employee complaints, and Amazon does not handle employee complaints in a timely manner. Moreover, Amazon's distrust of management can easily lead to its employees' negative work attitude and neglect of work matters, which leads to more and more people leaving Amazon. According to the survey of the official website, the turnover of Amazon staff is about 20% every year (Amazon, 2022). Therefore, Amazon needs to pay attention to these problems to strengthen its responsibilities to managers, because the operation of the company cannot be separated from the operation of managers.
[bookmark: OLE_LINK403][bookmark: OLE_LINK400]As a good manager, what should be done is to magnify the advantages of employees and avoid the disadvantages of employees, because no one is perfect. If we only see the shortcomings of employees, then it will only invisibly put a lot of pressure on employees, which is very annoying for employees and Amazon. If you are always complaining about employees who often leave work on time without asking why, then maybe you are not fit to be a manager. Really good managers should not only look at the attitude of the staff, but not look at the ability behind the staff. He may leave work on time simply because he has already done his work during work hours, while the employee who regularly works overtime may simply not have done his work for the day. These are all related problems in Amazon, which is a state of failure for management, so relevant changes need to be made. Therefore, I give the following suggestions for Amazon's employee management: 
1. Amazon can appropriately increase employee benefits and holidays to enhance employee job satisfaction and loyalty.
2. [bookmark: OLE_LINK398]Enhance the trust of employees, avoid excessive supervision, in order to stimulate the enthusiasm and creativity of employees.
3. Establish good interpersonal relationship, cultivate employees' enthusiasm for work, and create a positive working atmosphere.
4. Establish an effective reward and punishment mechanism, commend and reward employees and units with excellent performance, and formulate targeted rectification measures for units and individuals with poor rectification results to promote the effective implementation of rectification work.

[bookmark: OLE_LINK380]In terms of customer complaint service, customer complaints are an inevitable problem for any business. In response to customer complaints, companies need to take proactive steps to address them to protect brand reputation and improve the customer experience. To achieve the goals, I give the following suggestions: 
1. [bookmark: OLE_LINK405]Take customer service complaints seriously, keep abreast of customer needs and complaints, and respond to customers' questions in a timely manner.
2. [bookmark: OLE_LINK406]Establish a dedicated complaint handling team, including relevant department representatives and full-time personnel, responsible for responding quickly and resolving complaints, and regularly aggregates and analyzes data.
3. [bookmark: OLE_LINK407]Set up a customer service department to listen to customer complaints and provide related services. After answering the phone, make a return visit to ensure that the customer's problems are completely resolved.
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